ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2003 - MAY 2004

Category: Typing Skill/Speed

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized 1o the customer for the inconvenience.

Contact Closed: December 12, 2003

FCC: Typing Issue

TTY December 16,2003

The customer complained that the CA's typing skills were poor.

Category: Typing Skill/Speed

Escalation: Received by the Maryland Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA’s
manager would follow up accordingly.

Contact Closed: December 16, 2003

FCC: Typing Issue

January 2004
" Voice January 1,2004
The customer felt the CA was the worst he ever had. The CA chastised him for not using

the GA, and when he requested a supervisor she hung up on him.
Category: Attitude and Manner
Escalation: Received by the National Relay Center, PA and handled by the National

Customer Care Center.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: January 1, 2004

FCC: Transparency

TTY January 21,2004
The customer complained the CA typed too many spaces in between the words.

Category: Other (Misc)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized to the customer for the inconvenience,

Contact Closed: January 21, 2004

FCC: Typing Issue

February 2004

Voice February 2,2004 :

The customer complained that the CA made inappropriate remarks about her mother who
is a VCO user.

Category: Attitude and Manner

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the incident
would be reported. :

Contact Closed: February 2 "'004

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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. PENNSYLVANIA RELAY SERVICE November 8, 2007
ANNUAL CONSUMER COMPLAINTS SUMMARY |
JUNE 2003 - MAY 2004

FCC: Transparency

March 2004

TTY March 3,2004
The customer complained that the CAs did not type verbatim, did not follow his

instructions, and did not identify themselves when he requested.

Category: Other (CA/OPR)

Escalation: Received by the Pennsylvania Relay Center and handled by the National
Customer Care Center.

Resolution: Apologized for the inconvenience, and assured the customer the managers of
the CAs would follow up accordingly.

Contact Closed: March 31,2004

FCC: Verbatim

TTY March 23,2004

The customer complained that the CA did not type a word.

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Explained to the customer that the answering machine message was difficult
to understand.

Contact Closed: March 24, 2004

FCC: Verbatim

- April 2004
TTY April 1,2004

The customer complained that the CA typed terribly and spelled poorly.
Category: Typing Skill/Speed

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized and thanked the customer for providing feedback.
Contact Closed: April 1, 2004

FCC: Typing Issue

TTY April 7,2004

The customer complained about the CA's typing skills.

Category: Typing Skill/Speed

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the cusiomer the CA's,
manager would follow up accordingly.

Contact Closed: April 7, 2004

FCC: Typing Issue

TTY Aprill2,2004 . .
The customer complained that the CA made too many typing errors.

Category: Typing Skill/Speed
Escalation: Received by the Maryland Relay Center and handled by the same.

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
PAFCC0603-0504
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JUNE 2003 - MAY 2004

Resolution: Apologized for the inconvenience, and assured the customer the CA's . |
manager would follow up accordingly.
Contact Closed: April 12,2004 |
FCC: Typing Issue |

Voice April 15,2004 :
The customer complained the CA had not relayed the call verbatim. 4 )
Category: Other (CA/OPR) : ‘
Escalation: Received by the National Relay Center, PA and handled by the same. f
Resolution: Apologized for the inconvenience, and explained that no records are kept of |

~ the conversations.
Contact Closed: April 15,2004 |
FCC: Verbatim |
|

TTY April 28,2004

The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the Pennsylvania Relay Center and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer that the CAs [
. are trained to relay verbatim. ' : N

Contact Closed: April 28, 2004 f ,'

FCC: Verbatim |

May 2004 ‘
Voice May 10, 2004 i
The customer complained that the CA was making comments during her conversation. |
Category: Other (CA/OPR) ' |
Escalation: Received by the National Relay Center, PA and handled by the same. ‘
Resolution: Apologized for the inconvenience, and assured the customer the CA's |
manager would follow up accordingly. :
Contact Closed: May 10, 2004 ‘ :

FCC: Transparency

TTY May 20,2004 |
The customer complained that the CA did not relay hls/her conversation accurately. [
Category: Otber (CA/OPR) ;
Escalation: Received by the National Relay Center, PA and handled by the same. ‘
Resolution: Apologized for the inconvenience, and assured the customer the CA's :
manager would follow up accordingly. !
Contact Closed: May 20, 2004 [
FCC: Verbatim ,

|

|

\
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|  June 22,2005
DA 05-1681

CG Docket 03-123
CC Docket N0.98-67

MARLENE H DORTCH ,
OFFICE OF THE SECRETARY

FEDERAL COMMUNICATIONS COMMISSION
445 12™ STREET SW |

ROOM TW-B204

WASHINGTON DC 20554

Re: Submission of 2005 Annual Log Summary of TRS Consumer Complaints

Dear Ms. Dortch,

In accordance with DA 05-1681, released June 16, 2005 at CG Docket 03-123 enclosed |
please find an original and four (4) copies of the annual consumer complaint log summaries for [
the Pennsylvania Telecommunication Relay Service (TRS) for the 12-month period ending ‘
May 31, 2005. Also, please find a copy of the complaint log summaries on the enclosed 3.5 inch |
diskette. AT&T, as the provider for Pennsylvania TRS, has maintained the consumer :
complaints, and has prepared the enclosed complaint log summaries.

If you have any questions or need additional information, please contact Eric Van

Jeschke at (717) 783-3850 or ejeschke(@state.pa.us.

incerely,

Robert A. Rosenthal, Director
Bureau of Fixed Utility Services

Enclosures - : .

ce: Eric Van Jeschke, FUS Teico
Dana Jackson, Consumer & Governmental Affairs Bureau, Disability Rights Office




AT&T RELAY SERVICES

ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2004 through May 31, 2005

Complaint Summary by Category

ENNSYLVANIA
is of 6/8/2005 e
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* " Complaint:Cateqory A EIUNG | ail | oA ek bR b N
fransparency i 1
Confidentiality 1
Verbatim 1 | 2 1 1 1
Typing Issues 1 1 1
In Call Replacement
Answer Performance 1 1 1
Gender Accommodation 1
Total 4 1 3 1 0 2 1 1 2 1
AT&T RELAY SERVICES

2005 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2004 through May 31, 2005

PENNSYLVANIA
As of 6/8/2005
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~ ANNUAL CONSUMER COMPLAINTS SUMMARY Pagh 356

JUNE 2004 - MAY 2005

June 2004

TTY June9,2004
The customer complained that it 100k too long for relay to answer.

Category: Answer/Wait Time
Escalation: Recewed by the Relay Website and handled by the Nauona] Customer Care

Center.
Resolution: Apologized for the inconvenience, and explained that due to high call

volumes, the wait time was Jonger than usual.
Contact Closed: June 11, 2004
FCC: Answer Performance

TTY Junell, 2004
The customer complained that the CA typed 100 slow and made 100 many mistakes.

Category: Typing Skill/Speed
Escalation: Recewed by the Relay Website and handled by the National Customer Care

Center.
Resolution: Apologized for the inconvenience, and assured the customer the CA's

manager would follow up accordingly.
Contact Closed: June 13, 2004
FCC: Typing Issue

TTY June 16,2004
The customer complained that the CA interrupted hxm

Category: Attitude and Manner
Escalation: Received by the Pennsy]vama Relay Center and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer the CA's

manager would follow up accordingly.
Contact Closed; June 16, 2004

FCC: Transparency

Yoice June29, 2004
The customer complained that the CA d:d not relay her message properly.

Category: Attitude and Manner
Escalation: Received by the Pennsylvania Relay Center and hand]ed by the same.

Resclution: Apologized to the customer for the inconvenience.
Contact Closed: luly 14, 2004
FCC: Verbatim

July 2004

TTY July 14,2004 .
The customer complained he had 1o wait a long time 10 reach a CA. He also complained

that when the CA finally came on, her message was garbled.
Category: Answer/Wait Time
AT&T PROPRIETARY - USE PURSUANT TQ COMPANY INSTRUCTIONS
PAFCC0503-0504
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ANNUAL CONSUMER COMPLAINTS SUMMARY e e |

JUNE 2004 - MAY 2005 |
|

Escalation: Received by the Relay Website and handled by the National Customer Care
Center. ;
Resolution: Apologized, and explained that there were a high volume of calls on the day 1
and time he noted. Set up a profile to eleminate garbling. |
Contact Closed: July 16, 2004 |
FCC: Answer Performance

August 2004

TTY August2,2004 :
The customer complained that the-CAs are not honest and do not relay her calls |
accurately. ' i
Category: Other (Misc)

Escalation: Received by the Georgia Relay Center and handled by the Nanonal

Customer Care Center. |
Resolution: Apologized 10 the customer for the inconvenience, and explained that all ﬁ
conversations are relayed verbatim. . ;
Contact Closed: August 31, 2004 | !
FCC: Verbatim ‘

TTY Auvgust 2, 2004 |
The cusiomer complained that after calling the relay, she repeatedly sees a message that *

all CAs are busy. v
Category: Answer/Wait Time
Escalation: Received by the Relay Customer Serv:ce Line and handled by the Nauonal

Customer Care Center,

Resolution: Explained 1o the customer that she will receive that message if a CA is not |

available to handle her call. . |

Contact Closed: August 31, 2004

FCC: Answer Performance . :
|

TTY August5,2004 : ‘ |
The customer complained that the CA dialed the wrong number, did not type verbatim,
and mispelled too many words. . ‘

Category: Other (CA/OFR)
Escalation: Received by the Pennsylvania Relay Cemer and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly. ' ‘
Contact Closed: August 5, 2004 . ' |
FCC: Verbatim S |

September 2004

TTY September 13, 2004
The customer complained the CA was slow 10 rerond and typed poor]y

AT&T PROPRIETARY - USE PURSUANT TO CQMPANY INSTRUCTIONS
PAFCC0603-0504 . -2
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PENNSYLVAN]A RELAY-SERVICE November 8, 2007

 ANNUAL CONSUMER COMPLATNTS SUMMARY
JUNE 2004 - MAY 2005

Category: Typing Ski]]/Speed

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: September 13, 2004

FCC: Typing Issue

October 2004 — Nothing 10 report

November 2004

TTY November 1,2004
The customer complained that the voice person had heard rude comments made by the
CA during his conversation.

Category: Other (CA/OPR) '
Escalation: Received by the National Relay Center, PA and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed; November 1, 2004

FCC: Confidentiality

Yoice November 2(), 2004
The customer complained that the CA interrupted his call.

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apo]og;zed for the inconvenience, and assured the customer the CA's -
manager would follow up accordingly. -

Contact Closed: November 20, 2004

FCC: Transparency .

Decembér-200;1

TTY December 13,2004
The cusiomer complained about CAs not typing a recorded message verbatim, and not

following instructions.
Category: Other (CA/OPR)
Escalation: Received by the Relay Customer Service Line and handled by the National

Customer Care Center.
Resolution: Apologized for the inconvenience, and assured the customer the CAs

managers would follow up accordingly.
Contact Closed: December 31, 2004
FCC: Verbatim'

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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JUNE 2004 - MAY 2005

Januvary 2005

TTY January 2,2005 ' |
The customer complained that the CA did not relay accurately, and would not transfer her |

call to another CA,
Category: Other (CA/OPR) ‘
Escalation: Recejved by the Relay Customer Service Line and handled by the National |

Customer Care Center.
Resolution: Apologized for the inconvenience, and assured the customer the CA's

manager would follow up accordingly.
Contact Closed: February 3, 2005
FCC; Verbatim ‘ ‘ }

February 2005

TTY February 3,2005
The customer comp]amed that the CA typed the wrong 1e]ephone number when leaving a

message on her answering machine.
Category: Other (CA/OPR)
Escalation: Received by the Relay Customer Service Line and handled by the National

Customer Care Center.
Resolution: Apologized for the inconvenience, and assured the customer the CA's

manager would follow up accordingly.
Contact Closed: February 4, 2005
- FCC: Verbatim

TTY February 18,2005
The customer complained that the CA was misspelling a lot of words.

Category: Typing Skill/Speed
Escalation: Received by the National Relay Center, PA and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer the CA's 1
manager would follow up accordingly. !
Coniact Closed: February 18, 2005

FCC: Typing Issue |

March 2005

TTY March9,2005 '
The customer complained that the CA did not comply with her request to have a female |

CA handle her call.

Category: Attitude and Manner ‘ | |
Escalation: Received by the Georgia Relay Center and handled by the same. |
Resolution: Apologized for the inconvenience, and assured the customer the CA's ‘»

manager would follow up accordingly.

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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JUNE 2004 ~ MAY 2005 ;

Contact Closed: March 9, 2005
FCC: Gender Accommodation

April 2005
I

TTY April 21, 2005 |
The customer comp]amed that the CA had typing errors during his conversanon which C

caused confusion.

Category: Typing Skill/Speed
Escalation: Received by the National Re]ay Center, PA and handled by the same. -

Resolution: Apologized for the inconvenience, and assured the customer the CA's |

manager would follow up accordingly. |
Contact Closed: April 21, 2005

FCC: Typing Issue )

|

|

May 2005 |

TTY May 14,2005 : |
The customer complained that the CA misspelled too many words. ‘

Category: Typing Skill/Speed |
Escalation: Received by the National Relay Center, PA and handled by the same. ‘
Resolution: Apologized for the inconvenience, and assured the customer the CA's |
manager would follow up accordingly. o
Contact Closed: May 14, 2005 : | !

!

1

|

FCC: Typing Issue -

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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Goese * COMMONWEALTH OF PENNSYLVANIA November 8, 2007
BUE PENNSYLVANIA PUBLIC UTILITY COMMISSION Page iy
8. A ] P.0. BOX 3265, HARRISBURG, PA 17105-3265 ey messe
June 26, 2006
DA 06-1175 |
CG Docket 03-123
MARLENE H DORTCH
OFFICE OF THE SECRETARY

FEDERAL COMMUNICATIONS COMMISSION ,
445 12™ STREET SW
ROOM TW-B204 . ‘ : 5
WASHINGTON DC 20554

" Re: Submission of 2006 Annual Log Summary of TRS Consumer Complaints

Dear Ms. Dortch,

In accordance with DA 06-1175, released May 31, 2006 at CG Docket 03-123 enclosed
please find an original and four (4) copies of the annual consumer complaint log summaries for
the Pennsylvania Telecommunication Relay Service (TRS) for the 12-month period ending !
May 31, 2006. Also, please find a copy of the complaint Jog summaries on the enclosed 3.5 inch “ |
diskette. AT&T and Captel, Inc., are the providers for Pennsylvania TRS and captioned g
telephone service respectively, they have maintained the consumer complaints, and have

prepared the enclosed complaint log summaries. ]

If you have any questions or need additional information, please contact Eric Van . |

Jeschke at (717) 783-3850 or gjeschke@state.pa.us.

Sincerely,

' |

KopTCD o }

: Robert A. Rosenthal, Director
Bureau of Fixed Utility Services

Enclosures

cc: Eric Van Jeschke; FUS Telco
Pam Gregory, Consumer & Governmental Affairs Bureau, Disability Rights Office 1
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PENNSYLVXN%:A ﬁﬁtAY SERVICE November 8, 2007 ;
ANNUAL CONSUMER COMPLAINTS SUMMARY LR
JUNE 2005 — MAY 2006 |

{
|
|

June 2005

TTY Junel,2005

The customer complained that the CA got involved in his/her conversation and caused

confusion during the call. , :
Category: Other (CA/OPR) ' “
Escalation: Received by the New Jersey Relay Center and handled by the same, |
Resolution: Apologized for the inconvenience, and assured the customer the CA's . |
manager would follow up accordingly:

Contact Closed: June 3, 2005 '

FCC: Transparency

TTY June 8,2005
The customer complained that the CA was not typing verbatim and was giving her a hard

time about placing her 3-way call. . |

Category: Other (CA/OPR)
Escalation: Received by the Georgia Relay Service and handled by the same.

Resolution: Apologized for the inconvenience and forwarded to management.

Contact Closed: June 8, 2005 ‘ | !

FCC: Verbatim : !
. |

July 2005
i

TTY July 8, 2005 )
The customer complained the CA did not follow instructions by not transferring her to a i

female CA. .
Category: Other (CA/OPR) !
Escalation: Received by the National Relay Center, PA and handled by the same. i
Resolution: Apologized for the inconvenience, and assured the customer the CA's i
manager would follow up accordingly. |
Contact Closed: July 8, 2005

FCC: Gender Accommodation

August 2003

TTY August 25,2005
The customer complained the CA was slow to respond and may have missed part of his
conversation.

|

Category: Typing Skill/Speed
Escalation: Received by the National Relay Center, PA and handled by the same. |

Resolution: Apologized for the inconvenience, and assured the customer.the CA's
manager would follow up accordingly. :
Contact Closed: August 25, 2005
FCC: Typing Issue |
. ' }
AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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FCC Docket No. CG 03- 123
Application for Recertification of the Pennsylvania TRS

PEI\NSYI}VANIVA RELAY SERVICE November 8, 2007

~ ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2005 ~ MAY 2006

September 2005

TTY September 3, 2005
The customer complained the CA did not type her conversation verbatim,

Category: Other (CA/OPR)

Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: September 3, 2005

FCC: Verbatim

TTY September 14,2005
The customer complained the CA had not relayed the call verbatim.

Category: Otber (CA/OPR)
Escalation: Received by the National Relay Center, PA and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's

manager would follow up accordingly.
Contact Closed: September 14, 2005

FCC: Verbatim

October 2005

"TTY October 17,2005
"The customer complained the CA was rude, typed very slow, did not provide 2 GA when

needed, and eventually hung up on her.

Category: Attitude and Manner
Escalation: Received by the Georgia Relay Center and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer the CA's

manager would follow up accordingly.
Contact Closed: October 17, 2005

FCC: Typing Issue

November 2005 — Nothing to report

December 2005

VYoice December 14,2005
The customer complained he/she had difficulty reaching the relay service.

Category: Answer/Wait Time

Escalation: Received by the National Customer Care Center and handled by the same.

Resolution: Apologized for the inconvenience.
Contact Closed: December 16, 2005
FCC: Answer Performance

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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for Recertlﬁcatmn of the Pennsylvania TRS

SR " PENNSYLYANIARELAY SERVICE Novoner & 2007
* © ANUAL CONSUMER COMPLAINTS SUMMARY D

JUNE 2005 - MAY 2006 |

TTY December 28,2005

The customer complained the CA had not relayed the call verbatim. 1
Category: Other (CA/OPR) |
Escalation: Received by the Pennsylvania Relay Center and handled by the Nat:onal i

Customer Care Center.
Resolution: Apologized for the inconvenience, and assured the customer the CA's

manager would follow up accordingly.
Contact Closed: December 29, 2005
FCC: Verbatim

January 2006 }
|
, 3

Voice January 14, 2006
The customer complained the CA was rude and interfered in the call. ' |

Category: Attitude and Manner
Escalation: Received by the National Relay Center, PA and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.
Contact Closed: January 14, 2006 j
FCC: Transparency i
| |
|

TTY January 27,2006
* The customer complained the CA had poor typing skills.

Category: Typing Skill/Speed (
Escalation: Received by the Pennsy]vama Relay Center and handled by the same. j
) \

Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: January 27, 2006

FCC: Typing Issue

February 2006

I
TTY February 17, 2006 |
The customer complained the CA had not relayed the call verbatim. '
J
\
|

Category: Other (CA/OPR)
Escalation: Received by the Georgia Relay Center and handled by the National

Customer Care Center.
Resolution: Apologized for the inconvenience, and assured the customer the CA’s

manager would follow up accordingly. |
Contact Closed: February 20, 2006 ‘ !
FCC: Verbatim "

AT&T PROPRIETARY - USE PURSUANT TO COKMPANY INSTRUCTIONS

PAFCC0605-0506 : .
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‘ - PENNSYLVANIA REL AY SEWV#@E“ for Recertlﬁcatlon of the Pennsylvania TRS
; November 8, 2007

ANNUAL CONSUMER COMPLAINTS SUMMARY v
JUNE 2005 - MAY 2006 ‘ |

SR |
TTY February 20, 2006 B N | ;
The customer comp]amed that the CA made many typing errors. g

Category: Other (CA/OPR)
Escalation: Received by the Georgia Relay Center and handled by the National - 1

Customer Care Center. .
Resolution: Apologized for the inconvenience, and assured the customer the CA's

manager would follow up accordingly. ;
Contact Closed: February 21, 2006 _ |
FCC: Typing Issue N ‘

March 2006 — Nothing to report
April 2006 — Nothing to report |

' 1
May 2006 — Nothing to report i

AT&T PROFRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS
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! . Application for Recertification of the Pennsylvania TRS

Pennsylvania Cap\\tmed Telephone Voige-Cairy-Over Relay Service November 8, 2007 |
Page 367

Consumer Complaint Log Summary June 1, 2005 thru May 31, 2006 ‘

Track# State  Date of complaint Agent# Category Nature of Compiaint Resoly Date Resolved Rep,
. DisconnecUReconnec Sent customer letter wilh suggestions for alleviating ;
599  PA  6/15/20053:00:00PM ° NA 22080 ¢ during calls disconnections. 61572005 31500 P MMo' i
Th d for {eedback and the praise will be
Complimenis for ysd, Ci very ph with i ing 2-tine
A30 PA 6172005 4:15:00PM ., NA 11060  CA/Service Bocess. GN7/2005 4:30:00 P DF ;
N I
Thanked customer for feedback and the praise will be |
Compli for layed. C! very pleased with incoming 2 Line i
524 PA  6/20/2005 1:15:00 FM NA 11080 CA/Service access. 6/20/2005 2:00:00 PM JK }
Th for [eedback end the praise will be
Compliments for layed, C very ph d with § ing 2ling . |
1573 PA 62072005 iS:00PM 3478 11080  CA/Servica access, " 6202005 34B:00PM UK ’
Disconnec/Reconnec |
825 PA 81072005 11:25:00 AM  NA 22090  1during calls Provided tips 1o remedy the problem. 81072005 121500 PM  JK |
|
Acvised customer to make 8 good acoustice! seal .
Echo Sounds - between their ear and earpiece of CepTel end sdvised ;
1196 PA  B/17/2005 £40:00PM  NA 22110  CapTeluserhears  them to hold mouthplece slightly away trom fece. BI17/2005 44500 PM  MMo :
Thanked & for fi % and rep
incidence 1o Caplioning Service Call Center
Caplions - dropped  managemant for tollow up. Also, discussed the
charactersigerbled  possibllily of the quality of the phone line attecting !
1126 PA 82072005 1111500 AM  NA 22010 toxi caplions, ' 873172005 6:05:00 PM Df !
. Compiments for . 1
1189 PA  B/30/2005 9:20:00 AN’ NA 11080  CA/Service ‘Thanked ¢\ for posilive f 832005 10:00:00AM  JK ‘
Disconnect/Reconnec . |
1184 PA  B/3172005 10:40:00 AM  NA 22030  tduring cells Provided o with tips to siisviate the problem. 8/31/2005 11,45:00 AM  MMo ;
Disconnec/Reconnet Provided why discont rmqmbo . |
1120 PA  B/31/2005 24500 FM  'NA 22090  1during cails happening nnd provided tips how to reaolve them, 83142005 2:45:00 PM IK
Conducied test call {0 CapTel user's phone, ensuring ‘J {
their sbllity to recelve caplioned call. Asked caliers o i
, provide call log data (o invesligste claims of ,‘ ,
unsuccessiul calls, Asked caliers 1o verify thet thelr i
Voice user unsbie to  phonie fine supports 1800 number, Asked catier to | {
connec! o CepTel coniact Cusiomer Service if they required further E .
1351 PA  ©/19/2005 9:15:00 AM NA 11070 Service Number essistance, 5/15/2005 6:30:00 AM MMo ‘
|
Sent customer information explaining the diffarence H
batween a CapTel phone and 8 Iradilional phona. i ‘
Explslned 1o customer why f
DI /Reconnec disconr jon might be occurring snd i
1373 PA  9/19/2005 2:10:00 FM NA 22090 1 dwring calls sent emsll with lips 1o reduce their occurience., 8/20/2005 4:05:00 PM MMo :
Captions - dropped ' i
charactersigarbled  Advised customer 1o hang up on problematic call and . T |
1374 PA  9/19/2005 2:10:00 PM NA 22010,  text re-dia! due likely to 8 bad connection. B/18/2005 2:20;00 PM MMo X
Echo Sounds « Senl customer tips and suggestions to try to reduce i
1576 PA  1D/772005 10:15:00 AM  NA 22110 CepTel user heats the occurtence gl echo, 10/772005 10:30:00 AM  DF i
Thanked et for providing us the teedback and |
olso told customer 10 make sure that the CapTel "
Answering machine  mouthpiece is direcily over the remote answering |
1672 PA  10/14/2005 1:30:00 AM 3000 11010 meskape retrieval machine speaher (o ensure good sound quality, 10/1472005 9:00:00 AM  JK i
Apologized for i ) doc d ' :
call b eouldmnderﬂﬂyﬂwuuuo!mcaplmm !
82 Line CapTe{cal. 1l seems & CA answered the cali K
) but then something prevented the GA from processing |
' the call. D:scussed fipe 10 lry in case experience |
happens again. : Sugpested cusiomer documen! the |
; date, lime, afhd CA ¥ on any future calls where !
1980 PA 1113472005 7:55:00 AM  8702° 22980  Technical - General  customer does not receive caplions, 11/14/2005 4:15:00 FM  OF ;
Thanked customer for the feadback end noted praise !
Compliments for would be shared with management staff at the ] ;
1927 PA  14/18/2005 9:50:00 AM  315¢ 11080 CAJService Captioning Center. $1/18/2005 2:00:00 P DF !
|
i
Sent ¢ (P g the difierence j
between a CBp'lel phone end ] uedllmnel phone. ‘
Explalined to customer why I
D Reconnec disconn €connection might be occurring and !
2064 PA 1211272005 12:10:00 PM  NA 22080 tduring cells sen! Istter with lips o reduce {heir occurrence., 12/12/2005 12:40:00 PM  DF !
Captions - dropped ) |
cheraclersigerdied  After inltial troubleshooling, advised customer 1o !
2140  PA  12/20/2005 9:55:00 AM  NA 22010 text contac! telephone company lo ensure functional ine.  12/20/2005 1:25:00 PM  MMo “
Apologized fot incidence, ofiered lo resesrch problem !
' Caplions - slop in calt and inform Call Center Director. Research |
k3] PA 1412006 5:50:00 AM NA 22030  middie of call inticates that this was an isolsied technica! incident.  1/4/2006 1:00:00 PM RW }
[ shared feedback regerding captioning! .
speed. CSR epologized for incidence and Ihanked |
cusiomer for the teedback end informed custome! thal |
the feedback wolld be ed with appropi
caplioning service-siafl, Suppested cusiomer
docurnent the dste, time, CA ¥, and expiain )
. Captions Lap too far  experience for a‘hy fulure calls where caplions seem :
2283 PA  1/10/2006 2:25:00 PM NA 11040 behind voice 1o be inaccurate, 1072006 4:00:00 FM ~ MMo
t
Page1of3 ;
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Gustomer shared {eedhiack tegarding aceuresy of Pagei368
caplions. CSR apologized for incidence and thanked |
customer for the feedback and informed customer that 3
the feedback would be shared with apprapriate
captioning service staff. Suggested customer |
document the date, time, CA #, and explain experience i

, . for any future calis where captions seem to be o

2284 PA  1/1072006 2:25:00 PM NA 11030  Accuracy of captions inaccurate. 1/10/2006 4:00:00 P{M
Sent cusiomer information explaining the difierence !
between a CapTel phone and a traditional phone, . |
Explained to customer why disconnection/reconnection 1

Disconnect/Reconnect might be occurring and sent email with tips 1o reduce \ »

2372 PA  1/23/2006 1:55:00 FM NA 22080  during calls their occurrence, 1/23/2006 5:30:00 PM

Billing Issue - 10-10 i
numbers - unable to  Tech suppon to investigate circumstance, in the l

2376 PA  1/26/2006 8:30:00 AM NA 50010  use interim, caller is using the defautt carrier. 1/26/2006 8:30:00 AM
Resel customer's preferred carrier of choice in our |
system. Confirmed customer is now able to make long }

2465 PA  1/30/2006 12:35:00 PM  NA 50990  Billing - General disiance caplioned catis once again. 1/30/2008 1;15:00 PM
Advised customer to make use of Volume and Tone !
settings to optimize sound quality on CapTel phone. !
Also advised customer how to properly hold handset '

Echo Sounds - tor echo reduction, Also advised possibility of using an |

2452 PA  2/1/2006 12:35:00 PM NA 22110  CapTeluserhears'  assistive listening device, 2/2/2006 9:30:00 AM

. Regional Network Problem identified, User service |

2028 PA  2/2/2006 4:20:00 PM NA 22090  Technical - General  restored, 21212006 4:30:00 PM
Repional network problem identified. User service :

287 PA  2/5/2006 2:00:00 PM NA 22080  Technical - General  restored, 3/4/2006 7:20:00 PM
Regional network problem identified. User service

2872 PA  2/8/2DD6 1:30:00 PM NA 22690 Technical - General  restored, 212712006 10:00:00 {\M

' I
Explained to customer that any normal long distance ! |
charges apply when making a long distance caplioned |

2531 PA  2/9/2006 9:10:00 AM NA 50990  Billing - General call. 2/9/2006 9:10:00 AM
Set up customer's preferred long distance company in i

2589 PA 211412006 5:00:00 PM NA 50980  Billing - Gereral system. : 2/14/2006 5:00:00 Piﬁ

: Regional network problem identified.User service |
2873 PA  2/15/2006 8:55:00 AM NA 22090 Technical - General  restored. ) 2/27/2006 10:00:00 .l:\M
Regional Network Problem identified. User service |l,1
619 PA  2115/200612:10:00 PM  NA 22990  Technical - General  restored. 2/15/2006 4:00:00 P
Repional network problem identified. User service !
874 PA  2/16/2006 7:20:00 AM NA: 22990  Technical - General  restored. 3/1/2006 12:00:00 PM
X Consumer's preferred carrier of cholce documented In }
681 PA  2/17/2006 12:20:00PM  NA 50990  Billing - Generel our system. 211712006 12:25:00 PM
Regional Network Problem identified. User service
1928 . PA  2/17/2006 2:00:00 PM NA . 22990  Technical - General restored. 2/17/2006 3:30:00 PM
' ' . Regional Network Problem identified. User service i
1927 PA  2/20/2006 12:15:00 PM  NA 22900  Technical - General . restored. 2/20/2006 12:30:00 lfM
) Advised customer to keep log of problematic call, |
. ’ Caplions Lag too far  noting date and lime (and CA¥) and forward thal ‘\
1856 PA  2/21/2005 9:20:00 AM NA 11040  behind voice information to CCS for further investigation. 3/1/2006 10:00:00 AM
N : Regional network problem idenlified, User service |
982  PA  2/28/2006 9:00:00 AM NA 22980  Technical - General  restored. - 2128/2006 12:00:00 ITM
CSR representative apologized for this incidence and |
shared how CapTel correclions can be recognized in |
the 1ext in { ). Customer's suggestion shared with Call \
832 PA  2/28/2006 10:45:00 AM  NA 11030  Accuracy of caplions  Center personnel. 2i28/2008 10:45:00 AM
Regional network problem identified, User service i
045 PA  2/28/2006 11:50:00 AM  NA 22990 Technical - General  restored. 2{28/2006 12:10:00 PM
: Repional Network Froblem identified. User service i
154  PA  3/1/2006 1:30:00 PM NA 22990  Technical - General * restored, 3/9/2006 5:45:00 PM |
. Regional Network Problem identified. User service !
8e5 PA  3/5/2006 2;55:00,PM NA 22990  Technical - General  restored. 3/7/2006 12:00:00 PM
‘ i
217 PA  3/10/2006 1:05:00 PM NA 50980-  Billing - Genesal _ Collected billing detail and took corfective action. 3/10/2006 4:45:00 PM
! ; . :
. Technicet problem identified. Resolution provided by f
45 PA  3/13/200611:25:00 AM  NA 22890  Technical - General  network vendor sofiware change. 3/15/2006 11:50:00 AM
|

-
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3/14/2006 11:45:00 AM

3/15/2006 8:40:00 AM

3/15/2006 8:40:00 AM
3/16/2006 7:25:00 PM
3/16/2006 8:15:00 PM
3/16/2006 8:15:00 PM
3/18/2006 2:15:00 PM

3/20/2006 2:15:00 PM

3/28/2006 3:15:00 PM

3/30/2006 4:00:00 PM

47712006 3:55:00 PM

4/10/2006 9:30:00 AM
4/10/2006 10:25:60 AM

4/20/2006 8:50:00 AM

4/20/2006 12:05:00 PM
A[20/2006 12:35:00 PM
4/20/20D6 12:55:00 PM
4/20/2006 1:10:00 PM

4/20/2006 2:50:00 PM
5112006 2:00:00 PM

§/11/2006 2:40:00 PM

5/18/2006 10:40:00 AM
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NA

NA

22990

50990

11040
22990
22990
22990
22980

22030

11040

22090

22110

11050
22090

11690

11980

11980

11880

11900

11990

50990

50990

50990

Technical - General
Lt
Billing - General
Captions Lag too far
behind voice
Technical - General
Technical - General
Technical - General

Technical - General

Captions - stop in
middie of cal|

. Captions Lag too far
- behind voice

Disconnect/Reconnect CepTel, and asked customer to contact CapTel

during calls
Echo Sounds ~
CapTel user hears

-Unable to make
captioned calis

Disconnect/Reconnect Customer wil log problemalic calls and report them for

during calls

Service - General

Senvice - General

Service - General

Service - General

Service - General

Service - General

Bifling - Generai

Billing - General

Billing - General

i FCC Docket No. CG 03-123
Application for Recertification of the Pennsylvania TRS
November 8, 2007

Popn

Regional Network Problem identified. User service

restored. . 3/14/2006 3:25:00 PM

Designated Carrier of Choice for long distance billing. 3/20/2006 8:15:00 AM

Identified technical incidence on the call reported.
Apologized for Incidence and offered ongping

troubleshooting assistance should the need arise, 3/20/2006 8:30:00 AM
Regional Network Problem identified. User service
restored. 3/21/2006 9:05:00 AM
Regionat Network Prablem identified. User service
restored. 3/23/2006 9:40:00 AM
Regional Network Problem identified. User service
restored. 372312008 9:40:00 AM
Regionatl Network Problem identified. User service
restored. 3/20/2006 4:30:00 PM

Advised customer to contact thelr telephone company

- to check and possibly upgrade the quality of their

phone line."Customer should also be certain the
second line is available for 2 line mode support. 3/23/2006 9:15:00 AM
Explained the procedure how Captions are transcribed
via voice recognition and our CapTel CA. 3/28/2006 3:15:00 FM
Advised customer to connect CapTel directly fo

telephone wall jack, eliminating answering machine

which was "chained" with CapTel. Recommended use

of duplex splitier to connect answering machine near

Customer Service if this did no! remedy the problem.  3/30/2006 4:00:00 PM

Provided customer with suggestions to minimize echo. 4/11/2006 1:30:00 PM

Advised customer to perform electronic resetting of
CapTel phone and provided a software update,

Customer Is satisfied. 4/11/2006 7:30:00 AM

investigation. 4/10/2006 11:30:00 AM
Inbound cali technical problem reported at 11:32 AM
on 4/30/06. The problem was resolved at 1:52 PM by
CapTel technical suppon.

Inbound call technice! problem reporied al 11:32am on
4/20/06. Thé problem was resolved at 1:52pm by
CapTel tectinical support.

4/20/2006 1:50:00 PM

4/24/2006 12:45:00 PM

Inbound call technical problem reporied at 11:32 AM
on 4/20/08.  The problem was resolved at 1:52 PM by

CapTel technical support. 4/20/2006 3:00:00 PM

Inbound call technical prablem reported at 11:32 AM
on 4/30/08. The prablem was resolved.at 1:52 PM by

CapTel teclinical support. 4/20/2006 1:50:00 PM

Inbound call technical problem reported at 11:32am on
4/20/06. The problem was resoived at 1:52pm by

CapTel technical suppori. 4/20/2006 2:00:00 PM
inbound call technicat problem reporied at 11:32am on

4/20/06, The problem was resolved at 1:52pm by

CapTe! technical support. 4/20/2006 3:00:00 PM
Registered Customer's COC for iong distance calls.

Customer made a test call and it worked fine, 51142008 2:00:00 PM

Tech support sel up a short term solution while
working with:the cellular provider to remedy the cause. §/11/2006 3:20:00 PM

Registered customer's preferred long distance carrier

in the system. Customer now able lo make long
distance captioned calls successiully.
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I

Federal Communications Commission

Washington, D.C. 20554

’ July 11, 2007 s —_
Eric Van Jeschke, Analyst . =
Pennsylvania Public Utility Commission : "
Bureau of Fixed Utility Services - -
Telecommunications Group i
P.O. Box 3265 : -
Harrisburg, PA 17105-3265 =

! ey ———

vy ,
ATTN: Mr. Eric Van Jeschke, Analyst
. : &

Re:  Telecommunications Relay Service (TRS) Consumer Complai'nt Log
Summaries for June 1, 2005 through May 31, 2006, CGB Docket No. 03-123

Dear Mr. Van Jeschke:

The Federal Communicatipns Commission (FCC) has received your Annual TRS Complaint Log
Summary, pursuant to 47 C.F.R. § 64.604(c)(1)(ii).

- Thank you,

%mﬁ /Jx‘%»v_ .
Pam Gregory

Special Advisor, Disability Rights Office
Consumer & Governmental Affairs Burean




' . FCC Docket No. CG 03-123
i Application for Recertification of the Pennsylvania TRS

CG Docket 03-123

Re:  Submission of 2007 Annual Log Summary of TRS Consumer Complaintg

Dear Ms. Dortch,

In accordance with DA 07-2762, released June 22, 2007, at CG Docket 03-123,
enclosed please find an original and four ¢ (4) copies of the annual consumer complaint log
summaries for the Pennsylvania Telecommunication Relay Service (TRS) for the 12-month
period ending May 31, 2007. Also, please find a copy of the complaint log summaries on the
enclosed 3.5 inch diskette. AT&T and Captel, Inc., are the providers for Pennsylvania TRS and
captioned telephone voice-carry-over relay service respectively; they have maintained the
consumer complaints and have prepared the enclosed complaint log summaries.

If you have any questions or need additional information, please contact Eric Van

Jeschke at (717) 783-3850 or ejeschke@state.pa.us.
| * Sincerely,

Secréia.ry

cc: Elaine McDonald, FUS
Kathleen Aunkst, Secretary’s Bureau
Eric Van Jeschke, PUC FUS (paper copy only)
Louise Fink Smith, PUC LAW (paper copy only)
Arlene Alexander, (e-mail copy only)

Enclosures

Gteon  COMMONWEALTHOF PENNSVLVANIA November 8,207
BUC PENNSYLVANIA PUBLIC UTILITY COMMISSION Page 371 |
A P.O. BOX 3265, HARRISBURG, PA 17105-3265 N RePLY LEAsE
June 28, 2007
M-00900239
MARLENE H DORTCH
OFFICE OF THE SECRETARY
FEDERAL COMMUNICATIONS COMMISSION
445 12™ STREET SW
ROOM TW-B204
WASHINGTON DC 20554
DA 07-2762

A




AT&T RELAY SERVICES
PENNSYLVANIA : .
2007 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2006 through May 31, 2007

LVANIA

AT&T RELAY SERVICES
PENNSYLVANIA

ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2006 through May 31, 2007
Complaint Summary by Category
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. FCC Docket No, CG 03-123 -
lication for Recertlﬁcatmn of the Pennsylvania TRS

]’E‘l\l\:"gYLVA;\)%A RELAY SERR}}ICE November 8, 2007 ; h
ANNUAL CONSUMER COMPLAINTS S“MMARY ?mem |

JUNE 2006 - MAY 2007

June 2006 — Nothing to report

July 2006 — Nothing to report

August 2006

Voice August 20, 2006

The customer complained he/she had to wait to reach an operator when using relay.
Category: Answer/Wait Time

Escalation: Received by the Pennsylvania Relay Center and handled by the Nauonal

Customer Care Center.
Resolution: Apologized for the inconvenience and assured the customer it would be

reported to our Customer Service Department.
Contact Closed: August 31, 2006
FCC: Answer Performance

September 2006 — Nothing to report
Octobey 2006 — Nothing to report

Noven; ber 2006 — Nothing to report

December 2006 — Nothing to report

January 2007

TTY January2,2007

The customer complained about the CA for his/her typing skills.

Category: Typing Skill/Speed

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: January 2, 2007

FCC: Typing Issue

TTY January 19, 2007

The customer complained he/she had to wait for his/her call to be answered.
Category: Answer/Wait Time

Escalation: Received by the Pénnsylvania Relay Center and handled by the same.
Resolution: Apologized to the customer for his/her inconvenience.

Contact Closed: January 19, 2007

FCC: Answer Performance

February 2007 — Nothing to report

PAFCC0606-0507
061107 .1
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g . S : PENNSYLY ANl A REL AY, SERWW for Recertification of the Pennsylvania TRS
‘ ANNUAL CONSUMER COMPLAINTS SUMMARY November B e

JUNE 2006 — MAY 2007 %

March 2007

TTY March 27,2007 rewed

The customer complained the CA made too many typing errors. \
Category: Typing Skill/Speed ' |
Escalation: Received by the Georgla Relay Center and handled by the same. |
Resolution: Apologized for the inconvenience, and assured the customer the CA's
manager would follow up accordingly.

Contact Closed: March 27, 2007

FCC: Typing Issue : i

’ !
April 2007 — Nothing to Report

|
May 2007 - Nothing to Report
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. duﬂng talls diference’ Etween a GapTel phane and a ‘ f
radiions) phone. Explained 1o cusiomerwhy !
fon might be ] |
and sent email with tips to reduce thelr
2970942/28/2007 8:55:00 PM - |PA NA Disconnec/Reconnect Sent customer infermation explaining the 31212007 OF |
dufing calls difference between a CapTel phone and a i
fraditional phone, Explained to cuslomer why |
disconnection/reconnection might be oceurring |
on their second phone fine and sent emall with !
lips to reducs their sccurrence. |
I
2988713/2/2007 1:10:00 PM WPA NA Bllling - General Discussed billing end took appropriate action, J3/5/2007 RNW ‘E
289783/5/2007 7:10:00 AM PA NA Service - Genera) Technical problem identilied, Resolution i
) , provided by network vendor. I
29908]3/5/2007  [7:45:00 AM _ |PA NA Service - General Technical problem identiiied. Resolation i
- {provided by network ver_lcrlor. |
3015643/5/2007 8:00:.00AM . IPA NA Service - General * JTechnical problem ldentifizd. Resolution KM i
) R provided by network vendar, ° |
3016243/5/2007 8:00:00 AM PA NA Service - General’ Technlcal problem identified. Resolution i
. provided by netwark vendor. !
30170§3/5/2007 8:00:00 AM PA NA Service - G ] Technicel problem identified. Resolulion 315/2007 KM 1
\ [provided by network vendor. ! i
3003713612007 |8:25:00 AM __ {PA Sarvice - General Technical problem ldentified. Resolution 37502007 JRM '
: provided by network ventor. i
29967]3/5/2007 8:30:00 AM PA Service - General Technical prot identified. Resolut 137512007 PH ;
provided by network vendor, !
3002343/5/2007 8:40:00 AM IPA Service - General Tachnlcal problem [dentllied. Resolulion 31512007 KM ;
provided by network vendor. |
" 3013313/5/2007 8:45.00 AM PA Service - General Technical problemn Identilied. Resolution 3/672007 MP i
provided by nelwork vendor.
20946{3/5/2007 9:05:00 AM PA NA Service - General [Technicel problem identified, Resalulion 37512007 PH '
' Jorovided by network vendor, ‘
. 300543/5/2007 0:25:00 AM PA NA WSeMce - General Technical problem Identified, Resolufion 37572007 KM !
' provided by network vendor, '
3005842/5/2007 0:30:00 AM  IPA NA {Service ~ General Technical problem identiiad. Resolution |
| provided by network vendor. |
30063J3/5/2007 9:45:00 AM PA NA Service - General Technica] problem \deniihed. Resohition ;
i \ provided by network veryor. X
3023643512007 12:30:00 PM  JPA NA Service - General Technical problem identified. Resolulion |
providad by networi En_dor.
2089843/6/2007 1:10:00 PM PA NA Service - General Technical problem Identified. Resolution ‘
. Jprovided by network vendor. |
29982)3/5/2007  |1:10:00PM _ JPA NA— [Service - General Technical problem fienified. Resolution 3/6/2007  |RNW i
e provided hy netwark var_:ilg_r:__' e 4 1
- 30267§3/5/2007 1:10.00 PM  JPA NA Service - General Technical problem Identified. Resolution 3152007  |JS |
l_ ) Lprovlded by network vendor, |
3044343/5/2007 115:00PM  JPA NA ]Service - General Technical prat fdentified. ReSoOILT 3/5/2007 PH |
| provided by network vendor. |
2891413/5/2007 4:00:00 PM PA NA Service - General .JTechnical problem identified. Resolution 3/5/2007 PH ‘
- provided by network vendor, .
30697§3/9/2007 2:25,00 PM PA NA Technical - General Customer expetienced dropped call, 379/2007 HKM |
" HSubsequenl calls salisfactory, CS Rep |
apologized for Incidence, CapTel user will !
} report any lurther occurrence, |
S6.00AM  |PA NA Biliria - General Discissen bliing and took Bppropriale acllon, [3726/2007 — JRNV !
|
2:15:00 PM PA NA |Disconnect/Reconnect Sent customer information explaining the 47412007 WP |
during calls difference betwaen a CapTel phone and a I

traditional phone. Explained to customer why
discopnection/reconnection might be occuring
and sent email with tips to reduce thelr
{occurence. Customer does hot require more

I
|
assisance at this ime. 1
‘ |
33987{4/12/2007  [1:45:00 PM PA NA DisconnecUReconnect Explélned to customer diflerences between o 471212007 ]RNW ‘
. during calls CapTel phone and a traditional phane,
Explained to customer why

disconnection/reconnection might be occurring|
and recommended that the phone lines be
Lshecked.

34837]4/23/2007 {10:15:00AM  |PA NA Disconnect/Reconnect Sent custorner Information explaining the 4/23/2007 {T™M
' during calls difference batween a CapTe! phone and a
!radmcnal phune Explained to customer why
N ion might be ocourring
and sanl emall with tips to reduce their
oceurrence.

E

Disconnect/Reconnect ngn! customer information explaining the 472612007 [MMo

during calls difference between-a CapTel phone and a

lradlllonal phone. Explained to custamer why
lon might be occurring|

and sent emall with tips to reduce thelr

occurence,
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